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14 


3% 




10 


DID CALL INVOLVE AN AGENT? 


339 


447 




11 










12 


VR SUMMARY: (MENU CHOICES) 


0 


0% 




13 


(USE WORDS: "PHONE #" "RING" "FAST BUSY" 


0 


0% 




14 


"HANG UP" "ROTARY" 
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4 


1% 




21 


ABANDON AT CUSTOMER ID PROMPT 


2 


0% 




22 


ABANDON AT PROMPT 


22 


5% 




23 


ABANDON WHILE RINGING FOR AGENT 


2 


0% 




24 


ABANDON AT "ALL OUR AGENTS ARE CURRENTLY" 


4 


1% 




25 


ABANDON AT FAST BUSY OR SYSTEM BUG 


14 


3% 




26 


UNUSUALLY HEAVY CALL VOLUMES 


17 


4% 




27 


OTHER: 


29 


6% 




28 


WHERE IN IVR DID THEY ABANDON 








29 


1 MASTERKEY 


20 


4% 




30 


2 NEW SERVICE _ 


3 


1% 




31 


3 ADD/CHANGE 


13 


3% 




32 


4 BILLING/OTHER 


12 


3% 




33 


5 REPAIR 


2 


0% 




34 


OTHER 


18 


4% 




35 










36 


TIF CALLER GOT TO AN AGENT, HOW?l 


0 


0% 




37 


BY ROTARY PHONE (0 TONES PRESSED)? 


62 


14% 




38 


BY AUTO TRANSFER BASED ON PHONE NUMBER? 


0 


0% 




39 


THROUGH INTRODUCTION BY PREVIOUS AGENT? 


0 


0% 




40 


IN IVR THROUGH IVALID/TIMEOUT? 


28 


6% 




41 


IN IVR. THROUGH A VALID NONZERO TRANSFER? 


228 


51% 




42 


BY PRESSING "0" 


19 


4% 




43 


OTHER (DIDNT CATCH IT) 


z 


u /o 




44 


INDICATE MENU CHOICES MADE IN IVR 


0 


0% 




45 


1. PAY ARRANGMENTS (MASTER KEY) 


12 


3% 




46 


2-1 ORDER NEW SERVICE (WELCOME CENTER) 


28 


6% 




47 


2-2 NEW SERVICE - FOLLOW -UP 


37 


8% 




48 


3-1 ADD/ADD 


64 


14% 




49 


3-2 ADD/REMOVE 


12 


3% 





FIG. 6C-1 



01-4010; Marie Meteer et al. 

SYSTEM AND METHOD FOR ANNOTATING RECORDED 
INFORMATION FROM CONTACTS TO A CONTACT 
CENTER 

Express Mail No. EL029404284US 



23/43 





A 


C 


D 


E 


50 ; 


3-3 DISCONNECT 


11 


2% 




51 i 


1-1 BILLING/PHONE DIRECTORY 


1 


0% 




52 < 


1-2 BILLING/ UNAUTHOURIZED CALLS 


11 


2% 




53 - 


4-3-1 BILLING/OTHER/PAY/MASTER K 


3 


1% 




54 - 


1-3-2 BILLING/OTHER/MASTER KEY 


11 


2% 




55 ■ 


1-3-3 BILLING/OTHER/OTHER 


71 


16% 




56 


5 REPAIR (REPAIR CENTER) 


14 


3% 




57 


1-2 (SPANISH) 


1 


0% 




58 


NDICATE FUNCTIONS COMPLETED IN IVR1 


0 


0% 




59 


PAYMENT CENTER LOCATION 


3 


1% 




60 


PAYMENT CENTER HOURS I 


0 


0% 




61 


PAYMENT MAILING ADDRESS 


2 


0% 




62 


ACCOUNT INFORMATION 


14 


3% 




63 


ESTABLISH ACCT USING PIN 


0 


0% 




64 


PAYMENT ARRANGEMENTS 


1 


0% 




65 


ENTER DETAILS OF LAST PAYMENT 


0 


0% 




66 


COPY OF BILL 


0 


0% 




67 


ORDER PHONE DIRECTORY 


0 


0% 




68 


DENTIFY UNAUTH CALL 


4 


1% 




69 


GET 800 # TO IDENTIFY UNAUTH CALLS-ETC. 


3 


1% 




70 










71 


AGENT CALL SUMMARY: (PROBLEM + SOLUTION) 








72 










73 










74 


COULD THIS HAVE BEEN DONE IN MK/TB 


24 


5% 




75 










76 


. DID AGENT PERFORM AUTOMATED FUNCTIONS? 


25 


6% 




77 


[INDICATE WHICH ONES] 








78 


PAYMENT CENTER LOCATION 


r~ 0 


0% 




79 


PAYMENT CENTER HOURS 


0 


0% 




80 


PAYMENT MAILING ADDRESS 
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1% 
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REQUEST CALLING CARD 
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0°A 




95 


GET 3+2 DIGIT NUMBER ON BILL 




I 0°/ 




96 
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0°/ 
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OTHER: (POTENTIALLY AUTOMATABLE) 
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III. DID AGENT DO NON-AUTOMATED FUNCTIONS? 
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1% 
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NEW SERVICE- EXPLAINS 2 PARTS NEEDED 
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